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tNREP Y
REFERTO

DEFENSE LOGISTICS AGENCY
HEADQUARTERS
CAMERON STATION
ALEXANDRIA. VIRGINIA 22304-6100

24 APR 1989 e

SUBJECT: Total Quality Management (TQM) Implementing Plan
for Human Resource Management

TO: Commanders of DLA Primary Level Field Activities
Heads of HG DLA Principal Staff Elements

1. Reference DLA-Q letter signed by Tt Gen Charles McCausland,
USAF, 6 Feb 89, subject: Total Quality Management Master Plan.

2. Purnished as enclosure 1 is your copy of the DLA-K implement-
ing plan for TQM in the human resource management and development
(HRM/D) function. This plan incorporates the findings, recom-~
mendations, objectives, and considerations identified through the
DLA Personnel Management Putures Program, the DLA Strategic Plan,
the HRM/D aspects of the DLA-K Business Area Analysis, and the
research activities of the HRM/D TQM Working Group. This plan
implements the DLA TQM Master Plan with specific milestones for
the accomplishment of critical, enabling TQM goals in HRM/D.

3. We recommend that this plan be given close review and
consideration during the development of your PLFA or PSE imple-
menting TQM plan. As we all recognize, effective and sensitive
management of our people resources is foundational to institu-
tionalizing TQM in DLA.

4., We view this plan as a framework for continuing process
improvement that will be refined, adjusted, updated, and revised
as we move through the TQM initiative. Please contact

Ms. Roberta Peters or myself to discuss your comments on the
plan and approaches to applying HRM/D considerations in your TQM
effort. In addition, Mr. Len Kill Relley (AV 284-7186) or

Mr. Jerome M, Smith (AV 221-1440/Commercial 703-325-1440), our
action officers on the plan, may be contacted for additional
information or technical guidance. -
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- HUMAN RESJURIES MANASEMEN
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a. muman Respurces Management KUsiness Area Analvslice., AoDril

b. Supporting the Armed Forces-Tne DLA Strateglic F.an. 1955.

€. Deparzment of Defense Total Quaiitv Management Master Flan
August 193E.

d. Futures I Conterence Report. Februarv 1988,

e. Futures I Action Plan and Supslement, August 1938.

€. Futures Il Conference Report. Jjanuary 1989.

g. The DLA Total fuality Management Master Pian, January 1989,

II. Puroose and Sccoe:

The Total duwalitv Management TOM) Slan fOr numan Rescurces Management
=AM} 18 a suopiemant To the Dol TUM Mester Flan (Reference 1. This pLan
IS 1nterceC t3 serve a5 & guige tor JdeveioClInc Frimary Level Sieid ACtivITV

S_FAY TOM 1mDpiementing Dians 1o DE wseq nol on.Lv v Jivilian Farsomnel
Zfsi1cers {CRIsr. out alsg tv Heacauarters Frincipal Statf ciements (F3Es),
ancd missicn managers. It will &lso serve as the operating 1M p.an for LAk,

This HRM T@M Flan orovides an aporcach for management of tne workforce
whlch can heio FLFAS to achieve tne core goals i13entified i1n the DLA TaM
master plian., It also cutlines an 1mpiementation appbroach for civiliilian per-
sonnel and eaual empiovment opportunity policies through TEM. 7This cian 1s
sased on the Jorocess analvels . -i1ndings 9f tne Human kesources Management
By

usiness Area Analvsis (HRBAAR) . =« wrence la. It alsc incorporates <he con-
—epts, goals. strateqgies, and 1 mentation oojectives ot [LA Fersonnel
Management Futures initiatives ana references Ib tnrough I+ aoave.

1I1. Concents and FPhilosoony:

A, T-e apolilcation of DoD and DLA TEM Master Flan concepts to tne
management and develooment of the Agencv’'s human resources 1s basec on a
corceptual foundation which can be summar:zed as follows:

Reproduced from }
best available copy




=“RM/D TOM

. Focuses On Customer Sati:stfaction
. Recognizes Its Feople as the Most Important Sesource
. Appires Appropriate Analytical Tools
Creates a Consistent Frocess Improvement Cvcle
. Bui.ds an Attitude, Value System, and Environment for Guality
. oreates Teamwori and Constructive Working Relationsnips
. values anc Develops knowledges and Competencies
. involves and Recognizes the Individual In Improving Work Frocesses
. Encourages Innovation and Risk-Taking
considers Customer Need Satisfaction as the Best Measure of Quality

b. Results from Futures Il cffer an excellent starting point $or develaop-
ment of HYeadquarters FSE and FLFA TGM plans when used with the DLA TGM Master
Flar. The basic conclusions drawn by the managers representing every DLA
activity and bey Headquarters FStEs who participated 1n Futures [I are entirely
corsiotent with TOM concepts and goals. The deliberations at the Futures 1
Conterance were similar to the type of inward examination recommended at the
beginning of anv TOM effort. Therefore, Futures II presents a unique opportun-
:ty. A group of managers from throughout the Agency has already considered in
great depth some of the same issues that each PLFA and PSE will need to con-
sider in developing their local T@M plan--those that deal with management and
develcpment of the Agency’s workforce.

c. Each of the considerations listed below can help reach the core goals
in the DLA TGM Master Plan. We have identified the particular DLA core geals
most l:rely to be affected by each of the following processes, 1.e., implemen-
tation of that process would contribute to the FLFA's and FSE s achievement o<
t-e DLA core goal specified. We encourage FLFAs and FSEs to oraw on the

csults of thei- efforte bv consicdering the points listed beiow 1n develop:ng
ca. TOM nians,

-

i. Consideration: Defirne and promote the corporate culture we wish
Lo ’ttain,

Process Description: Clearly state Agency direction 2-d
expectations of managers and the workforce; encourage innovation. permit and
reward prudent risktaking, delegate authority and hold managers accountatle
for -~esults, and stimulate trust.

Core Goal: Institutionalize TGM within DLA.
2. Consideration: Improve planning and implementation.
Process Description: Focus efforts of the Headguarters staff on
“big picture" strategic planning and direction for tne future, improve
zonper ation among Agency organizational units 1n support of strategic plans,

tnvest ‘or the long term, and reward effective e:ecution.

Core Goal: Harmon:ze directives.

[ ]




3. Consideration: Increase flexibilitvy and authoritv for
organizational change.

Process Description: Frovide field activities greater flex:ibility
and authority for fhange to adapt to changes 1n the work, toc bduild on local
strenaths, and to use par*ticipative management and teams of multi-srillied
woriers where it makes sense. Frovide more opportunity for movement into
ditferert career fields, providing altarnatives +or valued semior workers not
interested in supervisory work or who have limited supervisory potential, and
enc-uraging employees to oroaden their backgrounds.

Core Boal: Harmonize directives.

4. Consideration: E:amine impact of fiscal resource managemert
pricri*ties on utilization of human resources and i1ncrease mutual support.

Process Descriptions encourage effective delegation of budget
authority, simplifying the budget process, 1mproving the avariability and
utility of rescurze management information, and allowing managers toc keep a
portion of their savings as an incentive to i1mprove.

Core Boal: Harmonize directives.
S. Consideration: Examine impact of DLA automation policy on
utiiization of human resources and increase mutual support.

Process Description: Make it easier to provide persaonal computers
to all empiovees who need them:; reflect an end-user orierntation to systems
deveiooment, modification, and training: increase user access to data in
automated systems: ancd imorove connectivity within and between DLA activities
srd With custcmers.

Core Goal: Harmonite directives.
4. Considera.ion: I[mprove environment of the workplace.

Process Description: DLA should provide a workplace envircnment
with worling conditions, incentives, services and benefits which are i1mportant
to worters: manage the workforce in a way that encourages empiovees to want to
do “heir best to contribute to mission: and make DLA an orgar:zation people
are oroud to work for.

Core Boal: Integrate e<isting i1nitiatives.
The above considerations also provide the foundation for the goals and

milestcnes for civilian personnel and equal employment opport.anity functions
which ¢ollow.




IV. Methodology:

a. In addition to participat:ion i1n the methodologies ocutlined in the DLA
TOM Master Flan, DLA-K will employ a specific muliti-faceted methodology
2irected at emphasizing and energizing TUM 1n cersonnel service deliverv and
zzlicy development., This methodology will i1ntegrate the concept of conrtinmuous
zrocess (mprovement with the organizatioral develcpment findings of Futures !
and II so that T@M becomes a foundat:con concept for all human resources

ranacement anc develooment stratesgies. The following are tne key comporents
2+ the DLA-V methocologv for achieving T2M in the civilian personnel and ecual
anol zvment opoortunity function.

TOM Skills Devel opment

This methodology 1ncliudes the training of DLA-H supervisors, managers, and
srogram orincipals 1n TOM concepts and procedures; the appointment, training
ard utilization of a DLA-K TOM facilitator; the providing of assistance and
guidance to FILFA CP0's on staff TAM training: and the conduct of special
Fersonnel 0f<..e Seminars at each FLFA.

Career Frogram Management

“his methodoiogy includes the design and implementation of revised DLAM
145,21 Civalian Career FProgram for Civilian FPersonnel Management and Fqual
Employment Opportunity.that incorporates the foundational concepts of customer
satisfaction, innovation, and strategic program management into career
Jevelopmert plans.

T&M Communications

erz.ng existing nternal and functional communication patterns with an
o ase 2f the DLA- HR Froductivity-Grams for TOM follow-up and
tigr excranging, and developing additicnal E-Mail or cther

r-al1ded communicatlon svsiems.

FRIS and FC Skills Develgpment

Z Ja~Zing thwe capabilities of personnel professionals in the utilization of
humsn resource information systems (HRIS) and personal computer (FC)
Zompetency.

Business Area Analysis

Curing the period of January-Rpril 1988, DLA-k conducted a complete business
area analvsis (BAA) of the human resource management function as a basic study
of functiorns and processes 1dentified for improvement under the logistics
systems mcdernization program. The BAA developed a functional business model,
an enterprice cata model, an applications inventory, and a problem/goals
mat=1:x. This information provides the foundational process aralysis data
supporting the goal selection aspects of this Flan. The BARA 1s incorporated
Jv reference and made a part of the this pian.




The DLA Strategic Flan

Tre 1988 Defense Logistics Agency Strateq:c Flan identifies three major
“Fenple” objectives supported by 9 specific strategies with 1mplementing
~askings. These-goals and oblectives are related to spec:fic human resource
nanagement. crocesses and process i1mprovement action areas. These aspects of
+he Stratecic Plan are incorporated by reference and made a part of th:s TOM
=ian.

DLA Personnel Management Futures Frograms

FUTURES I: DLA managers provided DLA-K with a list of 70 recommendatiors for
1mp-oving the services provided by personnel off:ces and streamlining

ner sonriel processes. An action plan was developed for implementation of the:r
recommendations. A number of actions have been completed and progress has
l.een made op many more. The products of the first Futures Conference guide us
«5 w2 move ahead 1n a time of rapid change 1n the HRM field 1n response to
sh1fts n the demographics of the workforce and the needs of our customers.

FUTURES Il: The second conference focused on human resources development.
froducts address not only traditional personnel management functions such as
training and career management, but also the way supervisors deal with their
employees and the way the HEB i1nteracts with the field activities. Their
recommendations are very closely aligned with TGM concepts and DLA’s core
Joals and could be useful to individual organizations in developing their TGM
zlars,

eXPO

JLA s Tesming new approaches whichk involve waiver of regulations through
3z*'ve nar-ic:pation 1 a Dol research prolect called the Siiperimentas
fersonrel Jff:ce EXFPC). Tnree DLA si1tes have been operating under £XFG since
Maror 1987, testing such initiatives as delegation of clessification autharity
o line mapagers. We have recently expanded EXFO in DLA to include nine more
sites,. Otter ZXPO initiatives ipclude letters of discipline 1n lieu of
reorinands and suspensions and such merit promotion tests as elimination of
mandatzry interviews and alternate candidate evaluation and referral methods.

Skills Based Pay in a Farticipatory Work Environment

ODOU is the site for a demonstration project to test an innovative new way of
accomplishing work, TGM concepts of participative management and teamwork
vw:11l be an important part of the test, scheduled to begin Cctober 1989.
Nontraditional compensation methods will also be part of the test-—employee
cay will he based upon acquisition of new skills and ccntributions to the
success of their team. We would like to add other sites to this test.

SMPEG /WSFEG

OLA obtzined authority to develop our own juides for grading supervisory
pos:t10rs to resclve praoblems encountered in uszing OFM guides. The DLA
Supervieary/Manager:al Fosition Evaluation Guide and Wage Supervisory Fas:tiorn
Evaluation Guide remove disircentives to organiczatioral improvement by
el1m.nating numbers of employees supervica2d as a grade controlling factor.

©m




- _Schescuiess Siiss
2 fzr oz& Iv oall DLA activaitizs,  Zeveral
SgsnIv.  Fl2LC AITivitios mav a.so uSe
T WNOrv XL TImS or otner sites,  ThRis CZan
L2 owlIn TIM.
!
il b2 implementing 2 mew cvstem Zal.egd the Ferschnrel Acticn
F4RS) Zduraing 1FES. It reoresernts i verwv different wav of
~C, ar2 gracessing 3F IZs whizh i1s much more customer-
Jstem wiil orovide Sn—line access to a1l supervisors on thoe
SF-SZe anc. cnze it 1z up and running smocthiy, wil:
=CT2Es1n] within the perscrnel office.
APCARS Enharcements
Several cChangess to the Automated Fersonnel, Zost and Fersonnel System (AFCAFS)
are process works which will make the system much more useful to personnel
srofessionals and to operating managers and supervisors. A new training
sutsvetem will be acded which will helc supervisors and training coordinators
igermsi<y training regui-aments for thkeir organizations and provide information
sn Zourse schecules and Zompletions. A new subsystem for labor management and
SMoL ove t £ is in development. Euxoanded on-line 1nquiry capabilitv is

efforts are underway to improve the use of AFCAFS and the
“arzzanel Data Banv as managewert topls,

Z. Aoziizatior oF these methodolizgies will be suoclemented Sy conti-lous
czzszz veviews. DLA-K TAM analivesrs teams will perfora the on-going process
znal 03035 funztiors of the Bpeciral FrozZess Sction Seview Tommitisss (SFARI:

h LA TOM ™ = T
DLA-K SFAR
b

- - . e . e mmd mv o . e e -
TS I_l-r ~_par Sssgurc2 Yanagemest TOM Slan suoplements tne DLA TIM

- - Jup— - - # - ™ alianl - A - - - R - -

Macter =lan =g LnIorcoratecs the core DA TOM goals and foundation otorectivEs.
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rszess Iimprovement Goals ‘or HRM/D Fnolicv zng Frogram Develczomert

0

The <oliowing TOM goaics provige a framewo ) for 1mpiem20tinI Civiilan
< zuinel and equa. emplovment Dpoortunity poliIies through TOM. ThHey wild
1roJus 2¢40rts to continuaiiy 1mprove the HRM prograc toroughoot JLA.
Sas=C orn recommergations of Agenc: maragers 10 the rezart of tre

Zc--ererca. Manv actions in support of the fallowing zoals rave
ee- comoleted or are ungerway. Cthers are i1dentified :n tne

trarts ir section VI, Execut.on, of this document. CFCs shouic use
r Zeveloping their TOM plans.

.. Boal: Improve delivery of personnel services.

Process Description: Increase participation of managers 1n
czreannei policv mabing: focus emphasis of personnel professicnais on a
.stomer Oriertation rather than process; strengthen cooperative working
r2iat:onshigs 1n support cof a common goal ~ MISSION; determine how to best

orgatize fa- es<=ctive ce.ivery of service: and establish objectives to

-

Tneasuve S4fectivseness Cf personne. services.

.. Doal: 3Streamline personnel processes.
Process Description: Reduce demands on supervisors and helo them
<ocus on tne substance 'of personnel managament by simplifving current

oersonnel processes and procedures. eliminating unnecessary paperwork and
’ revising personnel regulations and guides accordingly, and developing a

+OrmE ., 7
tovannne] "zo:iZz hooi " for sunetvizors.
- Cle.' Suilvite wersonms]l Crocesses.
Process Description: w~utomate labor intencive orocesses 1o Tar s
TOrE sl JSE St =Carce resources while malirg more i1nfcrmation reacily
AVALLaTLlE Taraga2men*t 1nformation ourcoses: develop an i1ntagrated sveien
errompassins FL cevelooment and classificaticn, gualification requirements ang

"

tion, es+Iriance criter:a and tra:nming needs: i1mplemert an automated
roe 130 oracessing system; Jevelop an cn~line percsonnel data base;
=~ 1d2-ti14y ard 1mpiement short term improvements to AFCAFS that assist tre

I sohnel fuarIzllcon.

<. BGaal: Improve staffing olanning and ucse of candidate sources.

Process Description: Increase managers 1nvclvement in
~ecro1tment clanning and provide advice and assistarnce for developing
strategies for targeting recrultment effcrts to yield effective results:
cromcte DLA as an employer: seel out new sources of candidates and :mprove
wi.i.zzxticn ¢ e 1sting sources and programs: enplore need for e:panding
ALCOINTING authorities; and review employee mobilizatior planning.

%. Goal: Improve 1nternal ctaffing methods.

Process Description: Improve job cprortunity announcements and
creparaticn and 2:stributicn: maximize use of agpen continuous
rz: zrovide simpler alternat.ves to current application and cendicate
me-hods: provide for use of simp.i1f:ed application forms: e.para
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the uce of assessment centers, particularlv #0r surervisorv/ managerial
Jositions: design, develop, and i1mplement an automated merit oromption system:
arovide more fleribility 1n selection procegures: tale advantage of recently
cranjded OFM qualification stangarde and requiements for lateral movement: and
e:card gpportunities to progress to *ull Journeyman level without repetitive

Zonpetition.,

«, BGoal: Streami:n

e sificaticrn processes, 1mprove advisory
services., and .nirease ¢.e.ibl

s
1ty *o managers.

Process Description: Delegate class:‘ication author:itvy to line

managers under a redefired. e:ipanded EXFO test: increase 1nvolvement of

agers .n review ancd .poate of ciassification standards and guides; explore
sctione <or 1nzZreasing fleribility within existing classification standards or
shrough new approacres: assist managers 1n develop:ing generic FDs and
eacourage fle.1bility and simplification in writing FDs; eliminate use of
sunpiemental assignment data sheets (5ADS) and cvclic classification surveys
ar*er establishing adequate fiscal controls under EXFO; and eliminate
zlaszif1zat1on reviews of previously-classified, unchanged positions in
—on~ection with personnel action processing, unless flagged for review when

vacant.

. Ggoal: Increase flexibility and return on i1nvestment 1n employee
banef.t anc compensation pragrams.

Process Description: E:plcre alternative compensation systems
cors1stert with Agercy needs: simplify and increase use of special salary
~ates «te 2 gav hinders recruwrtment; obtain authority to pay starting salaries

eo C©F pav sca.e: offer home buvout and reimburse moving expenses
v tizo. I~cr-ease zmpicvee ben2fi1ts and return on
ievicLiaZe a~c ot sharing to the maximum
ATTiCal A3 rac-litment “ICisy mar et annual ieave shar:ing: determine

3. Goal: Improve effectiveness uf the pertormance appralsal system.

FProcess Description: E:piore wavs for DLA to move to a simplified
perfarmance appraisal system (e.g., automatic fuily successful ratings):
~2a,138 treatment of performance under merit promotion; reduce/eliminate
uwrrecassary paperwork 1n the current performance apprarsal system; provide
no-2 effoctive assistance and tra:ning for supervisors and emoloyees on
pa-+sarnance management,

?. BGoal: Improve effectiveness of awards as 1ncentives.

Process Description: Develop & more effect:ve comprehens:ve
award/recsgrition program that céfers true i1ncentives to employees; i1ncrease
use of an-the-saot cacsn honuses and other incent:ves; provide more assistance
and ftraining to supervisors on the effective use of awards: revise regulations
“0 simplify the award system ang tc male the system more resgohsive (o
uperv:sors  and emplovees’ needs.




10, Boal: Use training e match miss:on and 1ngdividuals’ goals.
Process Description: Develiop an Ajency training policy consisting
2% & comprebensive statement of obrectives to achieve through <raining and
tag:z direction which guides but coes not control 1dentification of training
2els and selectior or apprcval of training: balarce mission rneeds and
.rgrvidual goals bv usi-—3 lim:ted resources wisely, avoiding ~esirictive
interoretations of job-relatedness 1n approving Agency-funded training ard
gett17g the best result for all concerned: increase cross-training and
~otati:oral assignments. Frovicde more training aimed at developing analvt:ical,
slrzative, and communication skillsy train all levels of tne DLA worlforce
1r the s5t11ls required to perform effectively 1n an automated wort
27v.-cnment! 1mprove atiiity to develop and provige updated technical trairmirg
.~ specific functional areas as worb changes: locate and use cost effective
zow Z23 for tne d2livery of training.

'JJ

o

1
O

. Bpal: Improve supervisory and executlve development programs.

Process Description: Establ.sh Agencv-wide supervisory/management
eiopment program for CLA emplovees; improve supervisory cdevelopment by
1d51ng the gap betweer worlers and supervisors with mid-level programs,
veiop1ng superviscry skilils i1n advance, and use of assessment center
~ecnm1aues ang’/or compatition to 1dentify potential candidates for supervisory
giccment: strengthen the executive development program by clarifying
pactations and benetrts of executive development, developing leadership
115. and 1mprov:ing return on investment 1n the program.

4]
<
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i0. BGpal: Improve managesz-t of EED complaint process.

Process Descriguion: Z.clore alternative zrganizatisnal
- TIimErnls co o fatiiitate timsls CImplalnts Drofessing: Eenccurage early
ISl LuTi00: T2.1ze and .Sgst2 TE3oiaticns,

(91
i
)
J
1

~T2ss Impegoversnt Boals for Internal DLA-K Aamimistrative Operations
. Boal: <Zi:ri~ste t-ecaration errors 1n official correspondence,
sezcrts., congress:onals and position papers released at the
c1grature levels of DLA-K Division Chief or above.

ccess Descmipticn: Developing draft materiais tv staff act:on
oo IeT2, typing andg assemcly 24 witten preducts by suwoport personnel .,
“-prr-fess review activities, final proofing, ard lead/sugpervisory aporaisal.

2. Boal: Expanrd electr-zric ma1l utilizat:ion to all tvpes of written
word communications not reguiring offic:al signature or
release authority,

~rocess Description: Developing guidelines for use of E-Mail,
i3hing admimistrative procedures, training of empiovees 1n E-Mail
.2r, ard momitoring application.

4

o
o
.
[

]
)
i
o
- .




4

. boal» Achieve 10C% computer apolicat:ons literacy and operational
competency at all necessary performance levels i1n DLA-F.

Frocess Description: Igent:ification oF current competencv leveis,
rzuirec competency levels for each function, anmc aevelopmenrntal training plans
4ng¢ proagrams i1n human resource management ang Jeveiopment.

vi. Execution:

The milestones in the attached chart represent timeframes for Agency-wide
act:ons by DLA-K. However, many PLFA act:ons can contribute to achievement
o+ the above goais and can result 1n significant local 1mprovements. Some of
the F_FA actions are described i1n the Futures I Action Flan and Supplement.
Wwe encourage FLFA Offices of Civilian Fersonnel to establish their own

Tilestone actions and target dates for each of the 12 goals listed 1n Va
“bhcve,

Yil. Appendices:
{. TCM AR Briefing Charts

<. HR Froduct:vity Gram
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Everyone has a Customer

Build Close Customer Relationships
Know Your Customer’s Needs

Focus On Custfomer Need Satisfaction

Customer Satisfaction 1s the
Measureé of Quality

Quality Products/Services Require
Continuous Improvement

Quality Products/Services Create
Satisfied Customers

Satisfied Customers Stay Customers
--- The Global Competition Concept
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TOM DIRECTIONS

Customer Satisfaction
Quality

Productivity

Time

Cost

GOAL

Continuous Improvement of
Products and Services

Process Improvement




A TOM ORGANIZATION:

v

Focuses On Customer Satisfaction

Recognizes [ts People as the Most Important
Resource

Builds an Attitude. Value System. and
Environment for Quality

Creates Teamwork and Constructive Working
Relationships

Values and Develops Knowledges and
Competencies

Involves and Recognizes the Individual in
Improving Work Processes

Sets Goals
Analvzes Processes
Measures and Manages

Develops Discipline and Consistency of
Purpose in Process Improvement

*

Creates a "Process Improvement Cycle’

Sutcceeds




A TOM STAFF:

Customer Focused

Team Centerad

Process Sensitive

Process Knowledgeable
Process Competent
Involved and Committed
Accountable
Competitive

Successful




HR TOM

> ldentify the Customers

- External
- Internal

> Define the Customer’s Needs
Characteristics of
- Product
- Service

> DMeasure Satisfaction Level

> Specify the Goal

> Examine the Process

\4

Analvze and Improve
> Measure

> Establish the Process Improvement Cycle

L




